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	Purpose of the Report
	The purpose of this report is to seek Board approval of the Listening to People Implementation Plan, outlining how the Health Board will implement the new NHS Wales concerns framework from 1 April 2026, strengthen person‑centred concerns handling, support organisational learning, and provide clear governance and assurance to the Board.

	Key Issues



	· Listening to People replaces Putting Things Right from 1 April 2026, requiring significant changes to concerns management processes and culture across the Health Board.
· Approval is sought for the Listening to People Implementation Plan to ensure regulatory compliance and improve patient experience.
· Implementation requires a shift to more person‑centred and timely responses, including early resolution and listening conversations.
· Implementation risks are captured on the Strategic and Corporate Risk Registers and overseen through the Listening to People Programme Board and Quality and Safety governance structures.
· No additional Welsh Government funding has been provided; delivery must be achieved within existing resources.
· The organisation is committed to the successful implementation of Listening to People to reduce variation, improve learning from concerns, and provide robust Board assurance.

	Specific Action Required 
(please choose one only)
	Information
	Discussion
	Assurance
	Approval

	
	☐	☐	☐	☒
	Recommendations

	Members are asked to:
1.	Approve the Listening to People Implementation Plan (Appendix 1), including the operating model, phased delivery approach and performance framework.
2.	Accept the programme risks and mitigations.





Listening to People Implementation Plan
1. INTRODUCTION
This paper outlines the changes implemented to the NHS complaints and concerns processes in Wales from the ‘Putting Things Right’ regulations to ‘Listening to People’ (LTP). These changes, which came into effect on April 1st 2026, are aimed at improving responsiveness and person-centred concerns handling. This will enable the organisation to learn and improve based on people’s experience.
To support us in implementing new ways of working this paper seeks approval for the Listening to People Implementation Plan for Swansea Bay University Health Board (SBUHB). Listening to People aligns complaints, concerns, incidents, Duty of Candour and redress processes. The framework puts people at the centre of the process and improves experience, learning and regulatory compliance.
2. BACKGROUND
Raising a concern can be a daunting experience for patients and families. A lack of clarity about how to raise concerns, lengthy investigations, and responses that do not always reflect what matters most to people means that, across NHS Wales, changes are needed to improve how concerns are managed.
Within SBUHB, we have recognised that we must do more to understand the quality of our care through the eyes of patients and families, and to provide a kinder, more responsive and timely complaints process. The independent review of our maternity services highlighted clearly how poor concerns handling can cause additional harm to patients and their families.
Listening to People offers a clear opportunity to do things differently and better, through the following key elements:
· A single point of access for all concerns
· A strong focus on early resolution
· Offering everyone a listening conversation, ensuring we hear and understand what is most important to them
· Agreeing the scope and timescales for investigations with complainants from the outset
· A clear focus on organisational learning and improvement


Cultural Change
Delivering a genuinely person-centred concerns process requires not only structural change, but a sustained cultural shift across the organisation. Listening to patients and families, understanding their lived experience, and recognising the harm that may have occurred requires specific skills. We will strengthen these through targeted training in trauma informed approaches, supported with training through NHS Performance and Improvement and our own programme.
By focusing on increasing early resolution, we can address concerns promptly, reduce escalation, and build more trusting relationships with patients and families through timely, compassionate responses. We are supporting teams in delivering these through providing clear guidance and opportunities for learning and skills development in holding these discussions.
We recognise that strong, compassionate leadership is essential to achieve this change. Our Chief Executive and Executive Director of Nursing and Midwifery have reinforced to all staff on the importance of this change. Senior leaders within service groups are actively engaged in setting the cultural tone for concerns management, modelling the values and behaviours expected within their teams.
Model
The implement the spirit and structure of Listening to People we need to change how we receive and manage concerns both corporately and within service groups.
A summary of the new model is set out in Fig 1. Which outlines the stages of concerns management.

Changes and timescales
The implementation plan and its key deliverables set out in Appendix 1 describes the actions required to fully embed Listening to People in line with NHS Wales expectations and to strengthen Board level oversight and assurance. Central to this is the development of robust digital systems, aligned to a Once for Wales approach, which will enable the routine monitoring of key metrics, improved visibility of activity performance and outcomes, and clearer escalation and assurance reporting.
We also need to review the role and functions of patient experience teams to ensure they support a cohesive, end- to-‑end concerns management.
In parallel, we will develop our workforce, ensuring staff have the skills, confidence and support to listen to people, respond effectively and compassionately to concerns, and use feedback as a driver for improvement.
Service groups will be supported to strengthen their local systems for learning so that intelligence from concerns, complaints and patient experience is consistently captured, triangulated with other quality and safety data, and fed into the organisation’s wider Quality Management System (QMS). This will support systematic learning, improvement and provide the Board with clear assurance that themes, risks and required actions are being identified, addressed and monitored.


3. GOVERNANCE AND RISK ISSUES
Governance for Listening to People is provided by the Listening to People Programme Board, which reports into Quality and Safety Group and upwards to Quality and Safety Committee. 
An organisational risk relating to the Health Board’s implementation of Listening to People is captured on the Strategic Risk Register (SRR 2.5). In addition, a specific risk relating to the implementation of the new concerns process has been added to the Corporate Risk Register to ensure appropriate executive oversight and mitigation.
The Listening to People Programme Board maintains a risk, action, issue and decision (RAID) log, which is used to identify, monitor and manage programme specific risks throughout implementation.
Key delivery risks are outlined in Section 8 of the implementation plan and include:
· Workforce capacity and capability – recognising the potential impact of changed demand arising from the introduction of both first contact calls and Listening Discussions, and the need to ensure sufficient capacity and skills across services.
· Backlog of overdue concerns – while progress has been made in increasing the rate at which overdue concerns are being closed, there remain 306 concerns being managed under the previous process that have been open for more than 30 working days. As a result, teams are currently operating dual systems, and patients may experience variable responses during the transition period.
· Training and education – limited national training has been provided to support the implementation of Listening to People. Locally developed training is therefore required to build workforce capability.
· Systems and data – Once for Wales digital systems are not yet fully configured to capture performance and outcome data for Listening to People, resulting in reliance on manual workarounds in the short to medium term. This will result in reduced ability to provide automated assurance reporting.
· Communication – clear internal communications have been issued to staff and public facing information has been updated to reflect the new ways of working. Ongoing communication will be required to reinforce understanding and consistency during implementation.
· Engagement with independent sector and primary care providers – engagement with independent contractors will be progressed through the Primary Care, Community and Therapies Service Group to support consistent application of the approach across all services.
4.  FINANCIAL IMPLICATIONS
No additional funding is being provided from Welsh Government to support the delivery of Listening to People, organisations are required to deliver the framework from within existing resources.

5. RECOMMENDATION
Quality and Safety Committee are asked to approve the implementation plan.

	Governance and Assurance

	Link to Enabling Objectives
(please choose)
	Supporting better health and wellbeing by actively promoting and empowering people to live well in resilient communities

	
	Partnerships for Improving Health and Wellbeing
	☒
	
	Co-Production and Health Literacy
	☐
	
	Digitally Enabled Health and Wellbeing
	☐
	
	Deliver better care through excellent health and care services achieving the outcomes that matter most to people 

	
	Best Value Outcomes and High-Quality Care
	☒
	
	Partnerships for Care
	☐
	
	Excellent Staff
	☐
	
	Digitally Enabled Care
	☒
	
	Outstanding Research, Innovation, Education and Learning
	☒
	Health and Care Standards

	(please choose)
	Staying Healthy
	☐
	
	Safe Care
	☒
	
	Effective Care
	☒
	
	Dignified Care
	☒
	
	Timely Care
	☒
	
	Individual Care
	☒
	
	Staff and Resources
	☒
	Quality, Safety and Patient Experience

	Listening to People improves quality, safety and patient experience by ensuring patient voices are consistently heard and used to drive improvement. It supports person-centred care in line with the Duty of Quality, promotes compassionate and consistent communication, enables earlier resolution of concerns, and reduces repeat failings through systematic learning.

	Financial Implications

	The implementation plan will be delivered within existing resources, with no additional recurrent funding requested at this stage. Potential future costs relate to staffing, training and digital development and will be managed through existing financial governance arrangements.

	Legal Implications (including equality and diversity assessment)

	The proposal supports compliance with the NHS (Wales) Concerns, Complaints and Redress Regulations, Duty of Candour requirements and the Health Board Governance Framework. An Equality Impact Assessment has been completed, with an integrated assessment in development.

	Staffing Implications

	Implementation will require review of workforce skills and capacity, supported by engagement, training and phased rollout. No new substantive posts are requested at this stage; capacity will be monitored through programme governance.

	Long Term Implications (including the impact of the Well-being of Future Generations (Wales) Act 2015)

	The proposal supports the Wellbeing of Future Generations (Wales) Act by promoting prevention through early resolution, strengthening long-term organisational learning, integrating quality processes, and fostering a culture of openness, collaboration and continuous improvement.

	Report History
	Listening to People Programme Board March 2026
Quality and Safety Group March 2026


	Appendices
	Appendix 1: Listening to People Implementation Plan
Appendix 2: Listening to People Implementation Plan Dashboard
Appendix 3: Equality Impact Assessment




 

Receipt of Concerns.
One phone line and email address in place, reducing multiple points of entry
'Live' phone lines without the need to email or leave a message
Offer of Listening Conversation made at first contact
Assessment of whether concern can be managed through Early Resolution


Listen and Act Stage
Listening discussions held within service groups to understand and where possible resolve issues early
Sincere apology given for poor expereince
Agreement of terms of investigation for concerns that we cannot resolve early


Report and Learn
Proportionate investigation of issues
Regular updates to individual raising concern
Use of independant experts if required
Clear investigation report written in language that is easy to understand
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